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$EVWUDFW 7KLV SDSHU DLPV WR GHYHORS D SURSRVHG FRQFHSWXDO IUDPHZRUN WKDW
FDQEHXVHG LQ VWXG\LQJ WKHGHWHUPLQDQWVRI FRQWDFWFHQWUH VHUYLFHH[FHOOHQFH
IRU WKH FRQWLQXRXVO\ JURZLQJ FRQWDFW FHQWUH EXVLQHVV JOREDOO\ $ FRQWHQW
DQDO\VLVPHWKRG LV SHUIRUPHGRQ D UDQJHRI(QJOLVKZULWWHQSXEOLVKHGSDSHUV
EHWZHHQDQGWRH[SORUHWKHSURSRVHGGHWHUPLQDQWVRIFRQWDFWFHQWUH
VHUYLFH H[FHOOHQFH 7KH SULPDU\ REVHUYDWLRQ VKRZV WKDW WKHUH LV OLPLWHG
DFDGHPLF OLWHUDWXUH LQ WKLV DUHD 7KH ILQGLQJV IURP WKH GLVWLOODWLRQ RI WKH
SURSRVHGGHWHUPLQDQWVRIFRQWDFWFHQWUHVHUYLFHH[FHOOHQFH LQHVVHQFHVXJJHVW
WKDW WKHUH VKRXOG EH D KLJK IRFXV RQ WKH SHRSOH ± FXVWRPHU VHUYLFH DJHQWV
&6$VKLULQJFULWHULDWUDLQLQJDQGGHYHORSPHQWUHZDUGV\VWHPWHDPVWUXFWXUH
DQG WKH FURVVIXQFWLRQDO FRRUGLQDWLRQ SURFHVV 7KH LPSOLFDWLRQ WR IXWXUH
UHVHDUFKHUVLVWRIRFXVRQWKHVHGHWHUPLQDQWVWREHWWHUXQGHUVWDQGWKHLPSDFWRQ
VHUYLFH H[FHOOHQFH )RU SUDFWLWLRQHUV WKH LPSOLFDWLRQ LV WR FRQVLGHU UHYLHZLQJ
WKH FXUUHQW GHWHUPLQDQWV XVHG LQ WKHLU RUJDQLVDWLRQV WR DFKLHYH VHUYLFH
H[FHOOHQFHDQGFRQVLGHUDGRSWLQJWKHSURSRVHGGHWHUPLQDQWV
.H\ZRUGV FRQWHQW DQDO\VLV FRQWDFW FHQWUHV FDOO FHQWUHV VHUYLFH H[FHOOHQFH
VHUYLFHTXDOLW\FXVWRPHUVHUYLFHDJHQWV&6$VEXVLQHVVSURFHVVRXWVRXUFLQJ
%32 FRQFHSWXDO IUDPHZRUN VHUYLFH GHOLYHU\ FXVWRPHU GHOLJKW RSHUDWLRQV
PDQDJHPHQW
5HIHUHQFH WR WKLV SDSHU VKRXOG EH PDGH DV IROORZV 'KDUDPGDVV 6 DQG
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